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Project Statement and Goal
The Department of Social Services is a large state agency with over 5,000 employees located
throughout the state. Staff are deployed to multiple locations in the Columbia area, to county
offices in all forty-six counties and to selected regional sites. Many of the counties have multiple
offices as well. The total work force includes approximately 700 employees in supervisory
positions statewide. One of the agency's goals is to provide good customer service. It is
important for supervisors to provide this to their internal customers, that is, their staff Research
shows that when internal staff are treated as customers, they in tum provide good customer
service to the external community. As an agency we want to ensure all our supervisors have the
proper training to perform their job as managers. Historically, when an employee was hired into a
supervisory position at DSS, there was no set training provided to enhance management skills.
However, in July 1997 a Management Track was developed by the StaffDevelopment and
Training Division (SD&T) for new supervisors which included the following courses: Personnel
Practices, Supervisory Skills, and The Leadership Challenge. The three classes have been
successfully implemented and are ongoing. However, it has been determined that not all new
supervisors are attending these classes.
The purpose of this project is to develop written procedures by March 31, 1999, to be used by
StaffDevelopment and Training to ensure that all new supervisors complete the Management
Track within the prescribed time frames.
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Cause Analysis
A fish bone diagram was used to corne up with possible reasons why all new supervisors were
not completing the Management Track. Based on this, the following areas were determined as
possible causes:
I. StaffDevelopment and Training has 39 employees in the Division. The Management
Unit within the Division is primarily responsible for conducting non-program related
training. This unit consists of a supervisor and ten training coordinators. While this
unit has been instrumental in establishing a management track, limited written
procedures have been established to outline exactly how to ensure the management
track is being followed. With the possibility for ten training coordinators to be
involved in the management track, specific written procedures are needed so that
others are not assuming someone else is handling a particular item. Trainers are rarely
in the office at the same time as they are frequently conducting training off site. No
one trainer is in charge of the track which tends to make things fall through the cracks.
II. SD&T has not had access to the names of new supervisors. SD&T has published
through Training Announcements the requirements for new supervisors. This method,
however, does not ensure new supervisors and their appointing authorities are getting
this information.
III. The Division has no automated tool to monitor and document trainee progress and
course completion.
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Implementation Plan
After brainstorming ideas, four strategies were developed: (1) to assign someone the
responsibility of overseeing the Management Track, (2) to develop a basic flowchart and
assignment matrix of the Management Track (see Appendix I and II), (3) to arrange for updated
supervisory appointment lists; and (4) to design an automated tracking system (see Appendix III).
Polly McCutcheon, of SD&T, will take on the responsibility of overseeing the Management
Track. SD&T partnered with Division ofHuman Resources (HR) to get the list of Supervisors
from them and then to receive, on a quarterly basis, a list of new supervisor appointments (see
Appendix IV). SD&T has also contacted the County Directors and Supervisors Association
(CDSA) to get a membership list from them. This is a dues paying organization for SCDSS
supervisors. Supervisors are not required to join but in order to join, one must have permanent
supervisory responsibilities. The CDSA board will supply this list to SD&T by March 26, 1999.
The Management Track Data Base was created using Lotus Smart Suite Approach software.
Information entered into the data base came from the training rosters.
Polly McCutcheon will compare the lists from HR and CDSA. She will then compare it to the
names currently entered in the Management Track Data Base and research as needed. The
purpose of this activity is to ensure the Management Track Data Base includes all new
supervisors since July 1997. This project will be completed by May 31, 1999. One obstacle in
establishing the Management Track Data Base is identifying all new supervisors. Human
Resources has indicated that their list will only include those supervisors in job titles that are
traditionally supervisory positions. It is possible that some employees could be in supervisory
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roles that fall outside traditional positions. SD&T will partner with Human Resources in the near
future to develop a system to identify all supervisors within DSS. Comparing the lists from
CDSA with the HR list will help identify some supervisors that HR may not have included.
By May 31, 1999 the Management Track Data Base will be inclusive of all new supervisors
since July 1997. The following procedures will then be followed:
The quarterly printouts that SD&T will begin getting from Human Resources listing new
supervisor appointments will be reviewed by Polly McCutcheon or her designee within ten
working days of receipt of the printout. Polly McCutcheon will contact each supervisor within
thirty days to determine if this is their first appointment as a supervisor. It may be that (s)he has
been supervising in another area ofDSS. If this is a first appointment as a supervisor at DSS,
Polly McCutcheon will find out if the employee has supervised in a previous position. Based on
this information the following will occur:
New Supervisors: Polly McCutcheon will schedule them for next available
Personnel Practices and Supervisory Skills class.
Previous DSS Supervisors: Polly McCutcheon will confirm that they have completed
Personnel Practices and The Leadership Challenge. If they have not,
Polly McCutcheon will schedule them for these classes. If
they have not completed Supervisory Skills and supervised longer
than 2 years, but would still like to attend Supervisory Skills, Polly
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New DSS Supervisors:
McCutcheon will schedule them for the next Supervisory Skills
class offered by Budget & Control Board, CEQA.
If this supervisor has supervised previously but not within DSS,
Polly McCutcheon will schedule them for Personnel Practices. Polly
McCutcheon will determine, with input from the appointing
authority, if this supervisor needs to attend Supervisory Skills or
would be exempt. If Supervisory Skills is needed Polly
McCutcheon will schedule them. If it is not needed, Polly
McCutcheon will schedule them for the next Leadership
Challenge class.
Polly McCutcheon will enter the information into the Management Track Data Base. Polly
McCutcheon will give Lil Holman or her designee the list of supervisors to be enrolled in
Personnel Practices and Supervisory Skills. Lil Holman will send out confirmation packets to the
supervisors 20-30 days prior to the session they are scheduled to attend.
Once a session ofPersonnel Practice has been completed, the SD&T trainer who administered
the test, will take the tests to Terri McGee, Budget and Control Board, CEQA. CEQA will send
the test results to Dene Gleaton of SD&T, or her designee. Dene Gleaton will then give this
information to administrative support staffwho will prepare the letters to supervisors with the
results of the test (Appendix V and VI). The trainer will also make a copy of the training roster
for Don Rosick for the Master Training Record. The trainer will enter the completion date of
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Peronnel Practices for each participant into the Management Track Data Base. If a name is not
already in the data base, the trainer will give the name to Polly McCutcheon to research. The
original training roster will be put in a folder, labeled "Personnel Practices" with the dates of the
training. The folder will then be placed in the file cabinet labeled "Management Track".
Once a session of Supervisory Skills has been completed, the SD&T trainer(s) who conducted
the session will send the group project score sheets to Terri McGee, Budget and Control Board,
CEQA. The trainer will also make a copy of the training roster for Don Rosick for the Master
Training Record. The trainer will enter the completion date of Supervisory Skills for each
participant into the Management Track Data Base. If a name is not already in the data base, the
trainer will give the name to Polly McCutcheon to research. The original training roster will be
put in a folder, labeled "Supervisory Skills" with the dates of the training. The folder will then be
placed in the file cabinet labeled "Management Track".
Approximately one year from completion of Supervisory Skills, supervisors will be scheduled
for The Leadership Challenge. Polly McCutcheon will generate this list from the Management
Track Data Base. This list will be given to Joanna Weldon. Joanna Weldon, or her designee, will
send out confirmation packets to the supervisors 30 days prior to the session. Once a session of
The Leadership Challenge has been completed, the SD&T trainer(s) who conducted the session
will make a copy of the training roster to give to Don Rosick for the Master Training Record.
The trainer will enter the completion date of The Leadership Challenge for each participant into
the Management Track Data Base. If a name is not already in the data base, the trainer will give
the name to Polly McCutcheon to research. The original training roster will be put in a folder
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labeled "The Leadership Challenge" with the dates of the training. The folder will then be placed
in the file cabinet labeled "Management Track".
Quarterly, Polly McCutcheon will generate a list from the Management Track Data Base of
supervisors that have completed all three classes. A diploma for completion of the SCDSS
Fundamentals ofManagement will be issued to these supervisors (see Appendix VII). Roger
Meunier of SD&T will publish these names in "Innovations", a monthly training newsletter that
goes out to all SCDSS staff. The first group will be published in the July 1999 issue and quarterly
thereafter.
Trainers of Personnel Practices, Supervisory Skills and The Leadership Challenge will give
Polly McCutcheon the names of any supervisors who cancel a session without rescheduling and
the names of any "no shows". Polly McCutcheon will follow-up with each supervisor identified
and the appointing authority of that supervisor if necessary.
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Evaluation
SD&T staff involved with the Management Track will evaluate the Management Track Data
Base in April 1999. It has already been determined that a field for "no longer employed with
DSS" needs to be added. As the staff continue to work with the data base, they may identify
other information that needs to be captured in the data base.
Quarterly, Polly McCutcheon will review the Management Track Data Base to ensure
supervisors are scheduled and attending training as prescribed. Polly McCutcheon will follow-up
with supervisors as needed.
SD&T staff involved with the Management Track will meet in July 1999 to evaluate how the
overall process is working. Polly McCutcheon will make arrangements for this meeting including
location, time, and publicized agenda. The Management Track Data Base will be reviewed by
staff, along with the above procedures, to evaluate if changes need to be made. We will discuss
developing a written or telephone survey to send to some of the supervisors in the Management
Track to get their input on how the system worked for them and how we could improve it for
new supervisors. Another ongoing measurement piece will be to review "Innovations" to see if
supervisors completing the Management Track are being reported. We will also evaluate through
a focus group whether to add any other core training requirements to the Management Track.
Thereafter, the plan will be formally evaluated, at a minimum, each January to update any staffing
changes, technological changes or process improvements that may need to be made.
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Attends The Leadership Challenge
one year after completion
of Supervisory Skills.
t
Both Personnel Practices
& Supervisory Skills
courses completed within
6 months of appointment.
•
Awarded
SCDSS Fundamentals of
Management Diploma.
New supervisor enters
Social Services Manager Track
after appointment.
<: :> SupervisoryU Skills.
* New Supervisor
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Appendix II
Management Track Assignment Matrix
Polly Lil Dene Joanna Trainers Admin
of PP, Support
SS,LC
Review report from HR X
wlin 10 days
Contact supervisors wlin X30 days
Create class roster for 55 X
and PP
Enter names from HR X
report into data base
Send confirmations for 55 X
and PP
Take PP tests to CEQA X
Receive PP test results X
Prepare letters to PP Xparticipants re:test results
Make copy of PP, 55, or XLC training roster & give
to Don Rosick
Enter completion date of XPP, 55, LC in data base
Research any names on X
rosters that are not in data
base
Prepare folder for training X
roster & place in Mgmt
Track file cabinet
Create class roster for LC X
Send confirmations for LC X
Quarterly create list of XMgmt Track graduates &
give to Roger
Create diplomas for Mgmt XTrack graduates
Follow-up wI supervisors X
who don't attend classes
mgmtplay.PRZ 03/17/99
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Appendix IV
South Carolina Department of Social Services
StaffDevelopment and Training
Memorandum:
To:
From:
Date:
Robin Owens I J /
Bo Galliher J$a-
March 2, 1999
Subject: Request for Printout
I am requesting that Polly McCutcheon, of SD&T, be sent a printout with the names of all DSS
supervisors and the date they were hired into the supervisory position. Polly has discussed this
request with Richard Handy already. I would appreciate it if you would get this to Polly by
Friday, March 5, 1999. In addition, I would like an updated printout sent to Polly each quarter to
reflect new supervisors hired since the last report.
This printout will assist SD&T in ensuring all supervisors are attending Personnel Practices,
Supervisory Skills and The Leadership Challenge.
If you have questions or need additional clarification on this request, please contact Polly at
898-7391. Thank you in advance for your assistance.
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Appendix V
SOUTH CAROLINA DEPARTMENT OF SOCIAL SERVICES
Staff Development & Training
1535 Confederate Avenue
Columbia, South Carolina 29202
Telephone: 803-898-7389 Fax: 803-898-7379
March 16, 1999
To:
From:
Subject:
<NAME>
<LOCATION>
Bill V. Galliher, Director
Personnel Practices and Procedures Test Results
You have successfully completed the Personnel Practices and Procedures Training
Course. The text was scored by the Human Resources Management Division of the
Budget and Control Board as a required part of this accredited course. If you are
enrolled in the Certified Public Management Program, you have received 24 credit
hours.
Should you have any questions, please contact Dene Gleaton at the above number.
BVGlbh
cc: <SUPERVISOR>
Digitized by South Carolina State Library
Appendix VI
SOUTH CAROLINA DEPARTMENT OF SOCIAL SERVICES
Staff Development & Training
1535 Confederate Avenue
Columbia, South Carolina 29202
Telephone: 803-898-7389 Fax: 803-898-7379
March 16, 1999
TO:
FROM:
<NAME>
<LOCATION>
Bill V. Galliher, Director
SUBJECT: Personnel Practices and Procedures Test Results
You recently completed the Personnel Practices and Procedures Training Course.
The test was scored by the Human Resources Management Division of the Budget
and Control Board. However, your score did not meet the requirements of this
accredited course. You must contact Dene Gleaton to reschedule the test. Please
review all training materials - test questions are based solely on workbook content.
Should requirements not be met after testing a second time, you will be required to
attend the training again in its entirety.
Should you have questions, please contact Dene Gleaton at the above number.
BVGlbh
cc: <SUPERVISOR>
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